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The Board invited the Deputy Commissioner of Operations and her assistant Deputy
Commissioner to engage in a discussion regarding SSA’s Service Delivery initiatives and to
answer questions related to the Board’s project assessing the impacts of changes to service
delivery. Operations received a list of questions in advance of the meeting and briefed Board
members and staff on the current state of Operations, including data on workloads, processing
times, staffing, and budget projections. Discussion explored the relationships between agency
staffing, information technology modernization efforts and changes in service delivery.
Operations expressed their continued focus on quality assessment and customer satisfaction and
described potential initiatives for addressing these issues. The presenters noted that front-line
service is a priority for the new Commissioner.

The meeting on July 26, 2019 was in executive session.

I certify that the public minutes written for the July 25, 2019 meeting of the Social Security
Advisory Board are correct.
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